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RESPONSE OF THE UNITED STATES POSTAL SERVICE 
TO INTERROGATORIES OF DOUGLAS F. CARLSON 

DFCIUSPS-15. Please explain in detail how Consumer Service Cards are 
processed, at all levels of the Postal Service organization, once a postmaster 
receives the card. 

RESPONSE: Please see Attachment A to this response. 
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* UNITED STATES POSTAL SERVICE 

Management Instruction 
oau August 12.1993 

Complaint Resolution and Proper Use of 
the Consumer Service Card 
This instruction establishes the minimum requirements and standard re- 

sponse time for answermg customer complaints and establishes procedures 

for handling, tracking. and assigning accountability for timely response. 

Postal employees are to ensure timely, customer-friendly. and professional 

complaint resolution. 

EmclM Immediately 

NUmel PO-250-93-2 

0tad.M MI-PO-250-91-3 

oxcoda CA101 

.fIiJlKG 
Annuq- 

B~c~Gf40t-t~~ 
The Customer Selisfactiin Index indicates that proaipt re- 
sponse lo and resolution 01 cuslomer complamls will increase 
ci&tomer salislac~m with lhe complainI handling process. 
The Customer Satislatiion index poinls oyt areas wheie 
promptmspaxaisreceivingtowmarkslmmwrarstomen 
and meds impmvemer4. ! 

%OPE. 
The lollowing. or their designees. are responsible lor imple- 
menting these requirements and lor inlarming assigned per- 
sonnel about local procedures lor responding to or lomarding 
mnplaints- 
1. tieadquarlen rknsuwr Allairs. 
2. Amaof6ce-~. 
3. cuscOmer servicss disuict managers. 
4. Planlmanagms. 

5. CaMnor Affairs and claii managers. 
6. f’o&IWerS and Station or btanch manage& 

7. Poslal w debgmd rembiri f0r handri 
complain&. 

SOURCE OF COMPLAINTS 

The Postal Sewke receives complaints from business and 
widenSal customers who report them mrough: 
1. Form 4314-C. Consumer Semice Card (English). 

2. Form 4S14-A. Consumer Servim Card (.S,xnish). 
3. Telephone and perkal mnlact. 
4. w&ten wence. ircluding customer surveys 

(e.g.. the Cudomer Satislaction Index). 
5. Headquarters to lield referrals (customer correspon- 

dence initially directed lo the pos1masrer general or lhe 

consumer advocal~?. then reatsipned to the field kr 
“3solU1ti). 

6. Governmental inqtkks horn the kgislaliie and 
exec”,tie branches of the federal gove”ImenL 

RESWNSBlLtW 
Headquwlers Yanagnment. HeadquarterS consunU Al- 
lairSisresponsiblefore!jtablishing requirementsartdqvxsur- 
ing ccknpliince with lhis inslruction. 

Field ManagemenL The lollowing managers rn& ensure 
complii with this instmction and resdve COmplaintwithin 
their areas of responsibility: 
1. Areamanagers. 
2. oiimanagers. 

3. Plantmenagels. 
4. carpum.~csandclaimsmanagera 

5. l%ebmmmanrtstatiorb_Rnch~ 

. ComumerAllainalldclaknsmanagsnmcPIslsodo~ 
IOlbWlhg: 

1. Moniloracliityul~mughw(lheirrespecyNedMdsfor 
canprince wilh (his instruction. 

2. Ralercuslomw complaints to ma appropriate hmc- 
tbhal areas for resolution. 

3. Eslablish and maintain a custMBT -@tint fi!e. 

u Postmaslers and st,alimI Or branch maMgerS muSt al.50 do 
me lollowing: 

1. Ensure the! their offiis meet Ute requiremenu d mk 
inslruclion. 

2. Maintain one or Imore tllslorher WPlaint control loso 
(see example OC’ page 41. 

3. Investigate and take corrective action lo resolve 
complaints by contacting and working with other 

~Management I”slr”ctio”. PO-250-93-z 1 
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functional areas of Ihe Postal Sewce. II necessary. to 
resolve C”Slmw COmQlamk 

4. Establish and mainlain a complaint file. 

e Other poskl employees. especially window clerks. are to 
praridelhe~l~tOmerwdhaConsumerSenriceCardorrefer 
Ihe cus,cme, lo the ap+xopna,e lunctional area. 

&XEDURES 

Time Frames. Follow the procedures m the lollwing chart to 
ensure that necessary actions are pedormed within the indi- 
camd time frames: 

I”iu.l contrcl within 24 hGws 
am recewcg 
comp(ain( 

Exception to Final Response Requirement. me final re- 
sponse time discussed above does not apply to complaints 
reauirinaissuanceolaPublicalionwatchlordaik.weeklv.and 

Maintaining Customer Complaint Control Log. Mainkin 
one or more customer complaint ccnfrol logs at every 0ff11k 
ensure limly respwe to customer complaints and to facili- 
tate routine anelysis of complaint actii. 

Content Include the following information in the customer 
comQlakll~cmtrol kg: 
1. Oflice Mme and ZIP Code. 
2. customer name. 
3. Company name. if applicable. 

2 

b. Customer name. 
c. comphk eddreu and ZIP code. 
d. Carddale. 
Enter me inlomaio!l in lb6 custdmermnplaht mnlml 
log using the Consumer Service C%rd number a~ the 
control number. 
Carefully sepamle and send CcQy 2 or me CagMer 
sew card to Ii-In St. Louis -secvicacard 
unit on the eeme date the carsunersenricecefdk 
received from a customer or mmpkted by a W 
employee. 
acknowledge having recetied the~ampkinl. within 24 
hours. by preprinted poslcard. leflef. k@hOne Call. 0, 
persona, contact. 

Management Ins:ruction. PO-250-93-2 



6. Document the response I” the USPS Use Onlysec,,on 
on copy 3 01 the Consumer Serwce Card. Include the 
date the customer was conladed. WhO made the 
contact. end a brief descr!ption of the acll~n taken. 

7. Send copy 3 lo the Consumer Service Card Unit on the 
dale action is cmnpfeled end file copy 4 lcally. akng 
wilh any letters or altechments. 

NOTE Copies 2 end 3 should be sent lo the 
Consumer Service Card Unit on the same 
dhy onlyif lollOH-upeCfk”isCdmpletedon 
Me same day the comment 1s racewed. 

8. Enter the date the mmplaint was closed on the 
customer complaint control kg. 

Processing e Wrilten Complaint. Follow these instructions 
when processing a willen wmpfeint: 
t Tmnsler afl vital information lmm the leller of complaint 

lo e Consumer Sewice Card end enter it in the 
customer complaint control kg using the Consumer 
Service Card number es the control number. 

2. Follow processing prccedures above. 

Processing e Telephoned Complaint. Follow these instrw- 
lions when processing a complaint made by telephone: 
1. CwnpkleaCwwmeiSenriceCardandlogitinthe 

cuelomr campfaint mntml fcg using the Consumer 
Se& Card number *s the control number. 

2. Follow processing procedures above. I 

Melting theConsumerServiceCard. InSINctionsIormailing 
Ihe Consumer Service Card lo the Consumer Service Card 
Unit are as lollows: 
1. 

2. 

3. 

00 mat staple Cdnsumer Service Cards or include 
atkdmenk. such es bners. (Alkchmenk should be 
tiled locally with copy 4.) Document ell relevant 
tibimetbn in the appmpriete Saclions of Me Con- 
eumer sewice card. 

Oii copies 2 end 3 into separate belches. Mail bdlh 
batches in me envelope each day lo: 
CONSUMER SERVICE CARD UNIT 
UNfTEO STATES POSTAL SERVICE 
PO BOX 60479 
ST LOUIS MO 63180.9479. 

Heedquerlen to Ffeld Referrals. The following apply: 

f The Consutt~r All&s and Claims manager is 
responsible for trenslening information from cwtomer 
correspondence lo the customer complaint control kg. 
for assigning the suspense date. end for ensuring that 
an appropriate response IS made wthin 14 days from 
the dale the district office received lhe complaint. 

2 Field ~flices must respond within the assigned 
suspense date eslabli!;hed by the Consumer Alfairs 
and Claims manager. 

3. 24.hour acknowledgment will have been made by 
Headquartets. 

Government Inquiries. Pr0cess inquiries from legislative 
end execulii branch officials es follows: 
1. 

2. 

Folk% procedures in Adminislralive Suppon 
Manual 339. 
Process inquiries regarding service IO a postal 
customer in the area t;ewed es written corr?e+Ow 
*me. These inquiries must receive prompt end 
conscienlious attention. 

MGISUREMEF~~ OF EFFECTIVENESS 
Comumer Affairs realtors the quetii end limefineee of corn- 
pfeint resolulion by ccwulwling reviews of the fdbwing: 
t Customer Setisfecliof~ Index. 
2. Consumer Affairs lield audits. 
3. Per&iii reports on lhe Cawmw Se&a Cenl 

IXogCJm. 

BENEFITS 
The Postal Service expects lo: 

fmpmw cusldmer selisfacliin with the mmplaint 
handling process. 
Establish accounlability lor effective resOlti Of 
clistomer complaints. 
Identify end ccmect r.ewice deficietiee which Cause 
complaints. 

REFERENCES 
The lolkwing reference metaerial. eveifebfe fmm lfw m&tit 
disbibulii canlam. must be ecwseibfe IO eeeiel pC6lef em- 
pbyees in res&fng complaints related to Postal Servica 
p&y or lwguklii: 
. Domesfkhfeif Malluel (OMM) 
, Atiisfralhg suppan Manual (Am) 
. hfemafkmal Maif Manual (IMM) 
e Posfd Operafim Msinuaf(FQM) 

. Handbook PO-250. C~stmn?r Answr Bode 

. Het-&c& M-38. Managemenf of RumI DeiiU%Y 
SWVkB 

e Handb~& M-4,. Civ Delivery Canien Da add 
fiespnsibilifies 

n Handbook PO. 102. Retail Yeding Operafional and 
Markefing Pmgrem. Chapter 8. Cusf0ller Complain@. 

Management Instruction. PO-250-93-Z 3 



RESPONSE OF THE UNITED STATES POSTAL SERVICE 
TO INTERROGATORIES OF DOUGLAS F. CARLSON 

DFCYUSPS-16. For each of the past three years, please provide all information 
that is available in summary form about the types of service problems that 
customers have brought to the attention of the Postal Service using a Consumer 
Service Card. 

RESPONSE: The categories of problems reported are as follows: 

Change of Address 
Address Correction Service 
Change of Address Problems 

Collection 
Collection Boxes 
No Pick Up from Mail Box 

Damaged 
Letter 
Package 
Newspapers 
Advertisement i 
Electronic Mail 
Flat/Large Envelope 

Delay 
First Class 
Newspaper/Magazine 
Priority 
Special Delivery 
Certified 
Registered 
Express Mail 
Other 

Delivery Problems 
Attempted Delivery 
General Delivery 
Improper delivery 
Improperly Returned Mail 
Daily Delivery Time Variation 
Misdelivery 
Mode of Delivery 



RESPONSE OF THE UNITED STATES POSTAL SERVICE 
TO INTERROGATORIES OF DOUGLAS F. CARLSON 

Response to DFCWSPS-16 (cont.): 

Central Delivery Point 
No Carrier Delivery Available 
Non-Delivery 
Notice of Attempted Delivery 
Rural Route 
Special Delivery 
Problems with Hold Orders 
Non-Receipt Vol Mailer Complaint 
Delayed Vol Mailer Complaint 

Distribution Problems 
Distribution 
Notice to Call 

Inspection Service 
Complaint about Inspection Service 
Referred to Inspection Service 

International Mail 

Post Office Box and Caller Service 

Non-Receipt 
Letter 
Package 
Newspaper 
Advertisement 
Electronic Mail 
Flat/Large Envelope 

Other Services 
Return Receipt 
COD Mail 
Registered Mail 
Money Orders 
Business Reply Mail 



RESPONSE OF THE UNITED STATES POSTAL SERVICE 
TO INTERROGATORIES OF DOUGLAS F. CARLSON 

Response to DFCNSPS-16 (cont.): 

Personnel 
Carrier 
Clerk 
Other Personnel 
Telephone Response 
Supervisors/Postmasters 

Policy 
Poor Use of Supplies/Equipment 
Unable to Provide Service 
Logo 

Postage Due 

Postage Rates 
Retail Products 

Self-Service Postal Equipment 
Broken Machines 
Lost Money in Machines 
Machine Empty 
Postal Buddy 
General Vending Complaints 

Stamps and Philately 
Philatelic Products 
Stamps and Stamped Paper Products 
Stamp Inventory 

Window Services 
Elimination of Service 
Hours of Service 
Window Delays/Long Lines 
Window Transactions Quality 

Miscellaneous 
Misuse of Consumer Service Card 
Customer Error 
General Service Complaints 
Objectionable Mail Matter 
Payment of Claims 
ZIP Codes 



RESPONSE OF THE UNITED STATES POSTAL SERVICE 
TO INTERROGATORIES OF DOUGLAS F. CARLSON 

DFCXJSPS-17. For each of the past three years, please provide all information 
that is available in summary form about the specific types of problems that 
customers have experienced with return receipts. If this information is not 
available at the headquarters level, please provide this information :for all levels 
for which it is available. (Note: The response to DBP/USPS33(d) lsuggests that 
some “customer feedback” from Consumer Service Cards, including “data,” is 
available to “local managers.“) 

RESPONSE: The Postal Service’s national information indicates that the 

following number of problems were reported on Consumer Service Cards 

regarding return receipts: 

1995 4635 
1996 4709 
1997 4683 

Data on the types of problems reported regarding return receipts is not compiled. 



RESPONSE OF THE UNITED STATES POSTAL SERVICE 
TO INTERROGATORIES OF DOUGLAS F. CARLSON 

DFCIUSPS-18. For each of the past three years, please provide all information 
that is available in summary fon about the specific types of problems that 
customers have experienced with post-office-box service. If this infonnation is 
not available at the headquarters level, please provide this informaiion for all 
levels for which it is available. (Note: The response to DBP/USPS33(d) 
suggests that some “customer feedback” from Consumer Service Cards, 
including “data,” is available to “local managers.“) 

RESPONSE: The Postal Service’s national information indicates that the 

following number of problems were reported on Consumer Service Cards 

regarding post ofke boxes and caller service: 

1995 5754 
1996 5206 
1997 4320 

Data on the types of problems reported regarding post office and caller service is 

not compiled, nor is this information split between post office boxes and caller 

service. 



CERTIFICATE OF SERVICE 

I hereby certify that I have this day served the foregoing document upon all 

paticipant$ of record in this proceeding in accordance with section 12 of the Rules of 

Practice. 

0 

Anne B. &y&lds 

475 L’Enfant Plaza West, S.W. 
Washington, DC. 20260-I 137 
November 26, 1997 


